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In the era of intense banking competition, relationship marketing and
banking service quality are considered key success factors. However,
organizational destructive behaviors can weaken this relationship.
Therefore, the present study was conducted with the aim of finding
structural equation modeling of the moderating role of organizational
destructive behaviors in the relationship between relationship marketing
and banking service quality. The research method was descriptive-
correlational. The statistical population included all employees of public
and private banks in Kerman province in 1402, from which 480 people
were selected using stratified sampling. The data collection tool included
three researcher-made questionnaires. Structural equation modeling and
SPSS and AMOS software were used to analyze the data.The results of the
study showed that the model of the moderating role of organizational
destructive behaviors in the relationship between relationship marketing
and banking service quality has an acceptable fit. According to the results
of the study, there is a significant relationship between relationship
marketing and banking service quality. Organizational destructive
behaviors have a moderating role in the relationship between relationship
marketing and banking service quality. Therefore, it can be concluded that
to improve the quality of banking services, banks must strengthen
organizational culture and reduce destructive organizational behaviors,
thereby creating conditions for relationship marketing to be used more
effectively in improving customer experience.
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Extended Abstract

Introduction

Analyzing the role of organizational disruptive
behaviors as a moderating variable in the
relationship between relationship marketing and
service quality can contribute to a deeper
understanding of the dynamics of these
relationships. This study not only examines the
gaps in the scientific literature, but also provides
practical insights to help bank managers design
more effective strategies to reduce disruptive
behaviors and improve service quality. By
providing structural equation modeling to
analyze the moderating role of organizational
disruptive behaviors, this study attempts to fill the
gaps in previous research. The main innovation
of this study lies in focusing on the tripartite
interaction ~ of  relationship  marketing,
organizational disruptive behaviors, and service
quality. This approach can provide new insights
for researchers and bank managers and pave the
way for designing effective strategies to improve
service quality and reduce the effects of
disruptive behaviors in organizations.

Methodology

The present research method was a correlation
analysis based on the structural equation
modeling method. The statistical population of
the research consisted of all employees of state-
owned banks (Bank Melli, Sepah, Post Bank,
Saderat Bank, Bank Keshavarzi, Tejarat, Refah,
Bank Maskan and Bank Tose Tawon) and private
banks (Parsian Bank, Bank Mellat, Bank
Pasargad, Day, Bank Shahr, Sina, Resalat,
Ayandeh and Bank Eqgtesad Novin) in Kerman
province in 1402. 480 people were selected as
samples by stratified random  method
proportional to the number of employees of state-
owned and private banks. The sample size was
based on the rule proposed by researchers in the
field of structural equation modeling that the
minimum number of samples should be 15 to 20
times the number of observed variables (Klein,
2021). In this study, 480 people were considered,
considering 24 obvious variables. The criteria for
subjects to enter the study included being an
employee in a public or private bank, being
employed in Kerman province, being interested
in participating in the study, and being free of any
physical or mental illness (based on the
respondent’s self-report). The criteria for subjects

to exit the study were not cooperating in the
study.

Results and discussion

In banks where organizational disruptive
behaviors are prevalent, customers feel more
insecure and distrustful, which leads to reduced
loyalty and satisfaction. The third mechanism is
the creation of a negative organizational
environment. Disruptive behaviors are usually
caused by weaknesses in management and
organizational culture. Work environments that
lack motivation, respect, and support not only
reduce employee productivity but also disrupt
interactions between employees and customers.
Studies by Amirian et al. (2014), Bowman et al.
(1997), and Yoganathan et al. (2015) have shown
that strong organizational culture can increase the
effectiveness of marketing strategies, while weak
cultures reduce these effects. Finally,
organizational disruptive behaviors can moderate
and weaken the positive relationship between
relationship marketing and banking service
quality through various mechanisms. Reducing
employee  motivation and  productivity,
weakening customer trust, and creating a
negative organizational environment are among
these mechanisms that can have severe negative
effects on the quality of banking services.
Therefore, banks should simultaneously focus on
strengthening organizational culture, improving
working conditions for employees, and
monitoring organizational behaviors so that they
can effectively and sustainably apply the effects
of relationship marketing to improve the quality
of their services.

Conclusion

The present study showed that organizational
disruptive behaviors, as a moderating
variable, have a significant impact on the
relationship between relationship marketing
and banking service quality. These behaviors
can reduce the effectiveness of relationship
marketing strategies by reducing employee
motivation and productivity, weakening
customer trust, and creating a negative
organizational environment. In this regard,
one of the key findings of the study is that a
strong organizational culture can play an
important role in managing or reducing these
behaviors. Work environments that promote
values such as interaction, respect, and
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commitment not only reduce the negative
effects of disruptive behaviors but also
provide the context for more effective
implementation of relationship marketing
strategies. In contrast, weak cultures,
especially in bureaucratic and complex
structures, exacerbate disruptive behaviors
and limit the organization's ability to improve
service quality.
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